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COMPLAINT INVESTIGATION FORM 
If there is an issue with more than one veterinarian please file a 
separate Compiaint Investigation Form for each veterinarian 


PLEASE PRINT OR TYPE 


| Date Received: Suey 2 20 18 Case Number: _/ f =e OF 


A. THIS COMPLAINT IS FILED AGAINST THE FOLLOWING: 


Name of Veterinarian/CVT: 7] Db ANCED VU CHA 
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B. INFORMATION REGARDING THE INDIVIDUAL FILING COMPLAINT*: 
Name: C A SUG ALIN 2 ~ 


Home Telephone: 


*STATE LAW REQUIRES WE HAVE TO DISCLOSE YOUR NAME UNLESS WE CAN SHOW THAT DISCLOSURE WILL 
RESULT IN SUBSTANTIAL HARM TO YOU, SOMEONE ELSE OR THE PUBLIC PER A.R.S. § 41-1010. IF YOU HAVE 
REASON TO BELIEVE THAT SUBSTANTIAL HARM WILL RESULT IN DISCLOSURE OF YOUR NAME PLEASE. ewe 
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C. PATIENT INFORMATION (1): 
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PATIENT INFORMATION (2): 


Name: 


Breed/Species: 
Age: Sex: Color: 


D. VETERINARIANS WHO HAVE PROVIDED CARE TO THIS PET FOR THIS ISSUE: 
Please provide the name, address and phone number for each veterinarian. 
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E. WITNESS INFORMATION: SECYLE 
Please provide the name, address and phone number of each witness that has 
direct knowledge regarding this case. EA 
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Attestation of Person Requesting Investigation | 


By signing this form, | declare that the information contained herein is true 
and accurate to the best of my knowledge. Further, | authorize the release of 
any and all medical records or information necessary to complete the 


investigation of this case. 
Signature: 


Date: 
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07/25/2018 


Arizona State Veterinary Medical Examining Board 
1740 W. Adams St. Ste. 4600 
Phoenix, AZ 85007 


RE: 19-04 Erika Cartwright 


To Whom It May Concern, 


On Thursday, June 7", 2018, at approximately 10:40 AM, Craig Heine brought Gidget, a female spayed 
seven year old Jack Russell Terrier, into Advance Animal Care. Gidget is owned by Kellie Ann Benschneider and 
Craig Heine is authorized on her account. Only Craig was present at the examination. | examined Gidget at 
approximately 11:00 AM after a veterinary assistant, Margaret Heldreth, had gone into the room to obtain a 
temperature, heart rate, respiration rate, and history. 


Upon examination the primary concern was the reoccurrence of a mammary tumor on the left caudal 
mammary that was removed last year. | observed that Gidget had cataracts in both eyes, that moderate tarter 
was present along with bilateral slab fractures of the carnassials, and that there were warts present all over 
Gidget’s body. | discussed with Craig the option of performing a root canal versus extracting those teeth. | let 
him know that in regards to root canals we charge per root and that even when we plan a root canal they can 
turn into extractions if dental radiographs indicate extractions are needed. Craig elected extractions. 


My assistant Margaret Heldreth and I left the exam room. Two treatment plans were made; one was 
for a tumor removal; the other was for a dental cleaning including extractions along with the tumor removal 
(see attached). Margaret, the veterinary assistant went back into the exam room to present Craig with the two 
treatment plans. Craig elected the second option and scheduled the procedures for July 11", 2018. 


On July 11", 2018 after a veterinary assistant, Ashley Herndon, went through a surgical intake 
appointment with Craig (please see her statement) and then sent him up front for a deposit and gave him a 
pickup time. He left the facility. When | was available she approached me and our Practice Manager, Jennifer 
Galvin. She explained that the owner cursed at her in the room, was combative, stated that he was now 
adamant that the dog would not have extractions, he would not give pain medication, and that his overall 
tone was disrespectful and argumentative. After discussing what happened in the exam room at Gidget’s 
check in, how difficult the owner was at his first appointment regarding throwing money at Margaret 
Heldreth, and his yelling at Raven Beck, a client service representative, for having to leave a deposit, Jennifer 
and | decided that we would not be working with Craig as we do not tolerate this behavior toward our staff 
members. | directed Jennifer to call and have him pick up Gidget. 


If you need any clarification of these events please feel free to contact me. Please see the statements 


of Margaret Heldreth, Ashley Herndon, and Jennifer Galvin for more information. 


Sincerely, 


fl LE, 


Erika Cartwright DVM 
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- EXECUTIVE DIRECTOR - 
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~ GOVERNOR - 
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INVESTIGATIVE COMITTEE REPORT 


TO: Arizona State Veterinary Medical Examining Board 


FROM: AM Investigative Committee: Robert Kritsberg, D.V.M. - Chair 
Ryan Ainsworth, D.V.M. 
Christina Tran, D.V.M. - Absent 
Mary Williams - Absent 
Carolyn Ratajack 


STAFF PRESENT: Tracy A. Riendeau, CVT - Investigations 
Victoria Whitmore, Executive Director 
Michael Raine, Assistant Attorney General 


RE: Case: 19-04 
Complainani(s): Craig Heine 
Respondent(s): Erica Cartwright, D.V.M. (License: 4694) 


SUMMARY: APPLICABLE STATUTES AND RULES: 
Complaint Received at Board Office: 7/16/18 Laws as Amended April 2018 
Committee Discussion: 11/6/18 (Green); Rules as Revised September 
Board IIR: 12/12/18 2013 (Yellow). 


On July 11, 2018, "G.G.,"a 6-year-old female Jack Russell terrier was presented to 
Respondent for a mass removal and dental procedure. 

At drop off, Complainant was belligerent and aggressive with staff, similar to previous 
encounters. Respondent elected to not perform the procedures, have Complainant pick up 
the dog and refunded fees paid. 


Complainant was noticed and did not appear. 
Respondent was noticed and was available telephonically. 


The Committee reviewed medical records, testimony, and other documentation as described below: 
e Complainant(s) narrative: Craig Heine 
e Respondent(s) narrative/medical record: Erica Cartwright, DVM 
e Witness(es}) narrative: Kellie Benschneider 


19-04, ERICA CARTWRIGHT, DVM 


PROPOSED ‘FINDINGS of FACT’: 


1. On June 7, 2018, the dog was presented to Respondent for an exam. The dog was owned by 
Complainant's girlfriend, Kellie Benschneider, and had recurring mammary tumor. Respondent 
examined the dog and noted cataracts in both eyes, bilateral slab fracture with moderate 
tartar, and warts all over the body along with two mammary masses. Respondent discussed 
performing a dental cleaning, dental radiographs, tumor and wart removal. The slab fractures 
could be addressed by extracting the teeth or performing root canals. Ultimately, Complainant 
elected extracting the teeth. 


2. Respondent left the exam room and veterinary assistant, Ms. Margaret Heldreth, went over the 
treatment plan with Complainant. After going over the cost of the treatment plan, Complainant 
removed money from his pocket and threw it on the floor complaining about the cost of the 
services. Ms. Heldreth retorted that there was no need for that type of behavior. Complainant 
scheduled the procedures for July 11th and left. 


3. On July 10, 2018, Client Service Representative, Ms. Raven Beck, called to confirm the dog's 
appointment with Complainant. Complainant was an authorized representative on the 
account. Ms. Beck went over the appointment time, pre-surgical instructions and required 
deposit with Complainant for the following day. Complainant became upset that a deposit was 
required prior to services rendered and became aggressive. Ms. Beck stated that she would 
have the hospital manager call and discuss the hospital policy with him — he said don't bother 
and continued fo yell, therefore Ms. Beck disconnected the call and advised her manager of 
what occurred. 


4, After minutes later, Ms. Jennifer Galvin, Practice Manager, called the pet owner, Ms. 
Benschneider, to let her know about Complainant's behavior when trying fo give pre-surgical 
information/instructions about the dog. Ms. Benschneider apologized for Complainant's 
behavior and said she was fine with leaving a deposit for the procedures. She further stated that 
they would both be present at surgery check-in the following day. 


5. The following day, Ms. Ashley Herndon, greeted Complainant to collect the dog and go over 
the treatment plan for surgery; the pet owner, Ms. Benschneider, was not present. Again 
Complainant complained about leaving a deposit prior to the procedure. He also became loud 
and belligerent when Ms. Herndon discussed the pain medication that would be dispensed and 
when she went over the CPR option if a complication would occur. Ms. Herndon stated in her 
narrative that Complainant made her uncomfortable with the language he used and reported 
this to Respondent and Ms. Gavilin. 


6. Complainant had paid and left the dog for the procedures. Respondent and Ms. Gavin 
discussed Complainant's behavior and decided to no longer work with him. Ms. Gavin called 
Complainant and reached his voicemail therefore she called Ms. Benschneider. She explained 
that due to Complainant's behavior they have elected not to treat the dog and she needed to 
pick the dog up. 


7. Complainant returned to pick up the dog and stated they would be hearing from his lawyer. 
His money was refunded and Complainant was asked to leave. 
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19-04, ERICA CARTWRIGHT, DVM 


COMMITTEE DISCUSSION: 


The Committee discussed that based on the information received, Respondent had the right to 
not perform the procedure on the dog and terminate Complainant as a client. 


COMMITTEE'S PROPOSED CONCLUSIONS of LAW: 
The Committee concluded that no violations of the Veterinary Practice Act occurred. 
COMMITTEE'S RECOMMENDED DISPOSITION: 
Motion: It was moved and seconded the Board: 
Dismiss this issue with no violation. 


Vote: The motion was approved with a vote of 3 to 0. 


The information contained in this report was obtained from the case file, which includes the 
complaint, the respondent's response, any consulting veterinarian or witness input, and any 
other sources u o gather information for the investigation. 


Tracy: Riendeau, CVT 
Investigative Division 
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